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Questions OFP06000065 
Balanced Scorecard 

 
  
 

1 ) In Section G.6, Key Personnel, it specifically indicates that “The Contractor shall have 
knowledge of and experience with the U.S. House of Representatives Legislative Member 
and Committee Office operations”.  What does it mean therefore if we have not worked 
with the USHR?  Are we are automatically disqualified?  

Answer: No.  This would just be helpful.  Section M of the RFP identifies the evaluation 
criteria. 
 

2) The RFP Attachment provides background information about the development and 
implementation of the Balanced Scorecard methodology in FY05.  With what firm did the 
USHR work with to initially deliver on this?  Are they being considered for this work 
again?  

Answer: This question is not germane to the Statement of Objectives 
 

3) Does the USHR have a strategic plan we can see or get a copy of?  
Answer: Refer to Amendment 1 to the RFP 

 
4) How many scorecards to you have or envision having?  I noted 4 Tiers but did not if or 
how this correlated to the number of Scorecards you have or might have moving forward.  
Do you have any examples of a Scorecard from any of the Tiers you can share with us?  

Answer: Refer to Amendment 1 to the RFP 
 
5).Can you define what an objective is for the USHR?  800 seems like an a lot.  Therefore, 
does this include projects or initiatives?  

Answer: Refer to Amendment 1 to the RFP 
 
6) What is ACE and its purpose? 

Answer:  The CAO for the House of Representatives uses the Awarding CAO 
Excellence (ACE) program to award employees for their accomplishments within the 
organization.   

  
7) How many Tiers of Managerial Reporting exist at USHR? 

Answer: Managerial Reporting is a data collection tool.  As such, once it is fully 
operational, Managerial Reporting will gather data for all tiers of the Scorecard (as well 
as non-scorecard related data.)  There are no Tiers of Managerial Reporting.   

  
8).Are you open to having a scorecard for each unit (HR, Finance, IT etc) of the CAO?  At 
the department level?  How many business units or service units do you have?  

Answer:  Please refer to the Background section of the RFP attachment.  We currently 
have a scorecard for each unit (Tier 2). The requirements of this contract stipulate a 
value assessment of that Tier of the scorecard.  The CAO has 41 service units. 
 

9).Is there an incumbent working on a balanced scorecard effort? 
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Answer: No   
 
10).If so, who is the incumbent and are they eligible to bid this RFP? 

Answer: Refer to question 9 
 

11).Is the House happy with the performance of this contractor? 
Answer: Refer to question 9 
 

12).I am mapping out our proposal at this time.  In order to be accurate with our 
documentation and proposal I need to have some context of the number of 
units/departments within Tier 2 and Tier 3.  Our methodology is a Scorecard per 
department and sub-department.  So if a firm has 50 departments in 7 business 
units, we would have 57 Scorecards.  Can you help me with this for the House of 
Representatives? 

Answer: Refer to Amendment 1 to the RFP 
 
13). Did the House CAO use a contractor to develop its current Balanced Scorecard?  If 

so, please provide the name of the firm who provided the services. 
Answer: This question is not germane to the Statement of Objectives 

 
14). Can the House CAO make available to us key documents referenced by the 
solicitation, including: 

 
Current Balanced Scorecard in use by the House/CAO  
Answer:  Refer to Amendment 1 to the RFP 
 
CAO Achieving Excellence Program (ACE), Individual Performance Plans (PACE) 
Point of Service Surveys. 
Answer: Not germane to the Statement of Objectives  
 
 

15).Does the House have an estimated level of effort and timeframe for completion of the 
project? 

Answer: No 
 
16).What is the workforce size of the Chief Administrative Office? 

Answer:  Approximately 625 employees. 
 
17).Can you please provide a simple organization chart for the Chief Administrative 
Office? 

Answer: No 
 
18).How many business units are at Tier levels 2 – 4? Are all business units co-located? 

Answer: The CAO is comprised of 5 Business Units.  All are located on Capitol 
Hill. 
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19).Is the CAO BSC team a full-time team dedicated to this effort?  If so, how many 
members comprise the team and to whom do they report in the organizational hierarchy?  
What percentage of their time will be dedicated to this effort? 

Answer:  The BSC team is not dedicated full time to this effort.  There are 2 primaries 
on this effort, each with approximately 20% commitment.  The PM (one of the 2 
primaries) is expected to up her LOE during the period of performance.  The PM 
reports to the Deputy CAO for Strategy and the Deputy CAO for Operations. 

 
20).To better understand the scope of aligning the BSC with organizational tools it would 
be helpful if we better understood both the tools and the desired linkages. Would you 
please provide a description of each tool, and your desired outcomes for linking each with 
the BSC. Note: I’m referring to the tools mentioned on the first page of the Statement of Objectives. 

Answer:   
 

POS Survey = Point of Service Surveys, web-based tool.  POS surveys provide service 
information at the Service level (and thru’ roll-up at the Organizational level).  This 
provides Measure data for several objectives. 

 
PACE = Performing and Achieving CAO Excellence is our Personnel Performance 
system.  Each individual employee in the CAO is expected to contribute to the 
Scorecard.  It is necessary to understand the roll-up contributions individuals make to 
the higher tiers of the scorecard. 

 
ACE = Awarding CAO Excellence.  This is our awards system.  Effective 
Individual/Team contribution to the Organizational Scorecard should be linked with 
ACE. 

 
Managerial Reporting (under development) = the Organizational Data Gathering and 
assessment tool and team.  Managerial Reporting will be the central repository for data 
related to the Scorecard as well as POS Surveys (once migrated to this tool.)  

 
 

21).Other than the standard Federal Holidays are there any other dates or timeframes that the 
CAO will not be open or available (such as when Congress is out of session)?  The answer to 
this will impact continuity of project operations and work plan. 

Answer: No 
 

22).Because the use of technology impacts progress and productivity, when the Statement of 
Objectives requires the contractor to ‘update of all affected Scorecard Documents’ referenced 
on Page 3 will this involve the use of a software or application?  If so, what is the 
software/application?  Is it a Commercial Off-the-Shelf (COTS) or Government Off-the-Shelf 
(GOTS) score carding or dashboard application or software?  If a GOTS could you please 
provide technical and functional description of application?  Also could you please provide list 
of ‘affected Scorecard Documents’? 

 
Answer: The existing Balanced Scorecard is currently developed in Excel (in 
spreadsheet form – see attachment to RFP), and in Word (for the visual representation 
of each Scorecard).  Managerial Reporting (currently under development) is the data 
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gathering, metrics reporting tool the CAO will use to track and assess Scorecard data. 
The RFP requirements state that the Scorecard must be aligned with Managerial 
Reporting.  Vendor and Project PM will work with CAO Director of Measures to 
ensure alignment. 

 
23).The Statement of Objectives refers to required training.  To gain a greater understanding of 
the scope of training required please provide number of personnel for each category to be 
trained – Leadership, Line Managers, and other Organizational Stakeholders and their location. 

 
Answer: The RFP requirements state that the vendor will identify training 
opportunities in coordination with the PM and Communications Team.  In total, the 
CAO employs 625 staff, provides 41 services; however, the Organization has already 
undergone several training sessions which included the Scorecard or centered on the 
Scorecard.  The CAO has organizational knowledge of the Scorecard.  

 
 

24).Does the US CAO have an Intranet or online training site where training materials can be 
posted for all parties requiring training? 

Answer: No 
 

25).To gain a better understanding of the current misalignment and hence scope, would it be 
possible to provide us with a  copy of the current Strategy Map(s) and a list of the 800 
objectives? 

Answer: Refer to Amendment 1 to the RFP 
 

26).Does the CAO utilize any automated tools for their Budget Formulation process? If so, 
please provide description of functionality. 

Answer: This question is not germane to the Statement of Objectives 
 

27).To better understand the scope of ‘integrating the BSC with the Budget Process please 
provide the estimated annual budget of the CAO?  What percentage of the total annual budget 
is labor and contract costs? 

Answer: This question is not germane to the Statement of Objectives 
 

28).Who was the incumbent that performed the original BSC work? 
 

Answer: This question is not germane to the Statement of Objectives 
 

29).Who is the contractor that helped you with the original Balanced Scorecard effort? 
Answer: This question is not germane to the Statement of Objectives 
 

30).Have you had any contractors helping you since the original Balanced Scorecard effort?  If 
so, please identify them. 

Answer: No 
 

31).Is there any reason for you to believe that previous contractor(s) working on the BSC 
would not be bidding this RFP? 
Answer: This question is not germane to the Statement of Objectives 
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32).What is your budget for this work? 

Answer: This question is not germane to the Statement of Objectives 
 

33).What is your timeline for this project? 
Answer: That is for the vendor to propose 

 
34).What internal resources are you planning to commit to this work effort, and what is their 

role and percent availability? 
Answer:  There are 2 primaries on this effort, each with approximately 20% 
commitment.  The PM (one of the 2 primaries) is expected to up her LOE during the 
period of performance. The PM, at a minimum, will serve as intermediary between 
organization and Contractor, provide organizational insight, serve as BSC subject 
matter expert, provide assistance with stakeholder management, authorize and approve 
work.  The second primary will provide analytical and programmatic assistance. 

 
35).Please provide descriptions of the data sources available and/or have been developed 

for the current BSC implementation (e.g., information systems, survey instruments)? 
Answer:  CAO currently utilizes a web-based survey instrument, a web-based 
employee performance assessment system, and Managerial Reporting (currently 
under development) aggregates data from a financial system, and a web-based 
customer tracking system. 

 
36).Will the contractor be responsible for revising/rewriting and implementing the 

supporting organizational tools outlined in the RFP, or just recommending changes 
to the existing tools? 

 Answer:  The contractor will be responsible for meeting with tool owners, 
recommending changes to existing tools in order to facilitate synergies with 
Scorecard and existing tools. 

 
37).Will the contractor conduct the roll-out (training, communication) of the revised BSC 

and supporting tools to the entire organization, or is there a training infrastructure on 
which we can piggyback? 
Answer:  Contractor will develop a Communication Plan in conjunction with the 
Communications Team to ensure understanding of the BSC from the top to the 
bottom of the organization, and develop and implement training in coordination with 
the CAO Learning Committee.   

 
38).How large is the audience (all staff, a subset of leaders and managers, or an internal 

training function where a train-the-trainer rollout would apply)? 
Answer:  This should be part of Contractors proposal. 
 

39).Will you provide us with a copy of the current BSC, it's decomposition through the 
tiers, and information on the BSC tools, as part of this RFP process? 
Answer: Refer to Amendment 1 to the RFP 
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40).In addition to your customer survey, what other mechanisms do you have to capture 
the customer’s perspectives on future needs and service levels? 
Answer:  The CAO gathers direct Customer data from a yearly Customer Satisfaction 
survey, administers Point of Service Surveys (currently undergoing standards and 
requirements revision).  The CAO gathers indirect customer data from its call 
ticketing system (not fully implemented) and internal service level agreements. 

 
41).Please characterize the degree to which your current work processes have been 

documented or mapped as visual work flows? 
Answer: This question is not germane to the Statement of Objectives 

 
42).What do you mean when you say that Scorecard Measures were not validated? 

Answer: This question is not germane to the Statement of Objectives 
 
43).When is the next performance evaluation cycle, and is this date critical to the proposed 

work effort? 
Answer: The next personal performance evaluation (PACE) cycle begins in October 
`06.  It is desirable that all PACE linkages be established and rolled out prior to this 
cycle. 

 
44).Does the proposed work effort require contact with your regional offices?  If so, how 

do you envision that contact (email, teleconference, visits)? 
Answer: The CAO does not have regional offices. 

 
45).The term “balanced scorecard” appears to be synonymous within CAO with strategy 
development.  If this is true, is the purpose to better define goals and objectives to be 
achieved or to measure and determine organizational and individual performance?  Or is 
this program an attempt to do both at the same time? 

Answer: The CAO Balanced Scorecard is a representation of our Organizational 
Strategy.  The purpose of this project is to (1) refine the Scorecard so that it is not 
burdensome for the organization and (2) to measure organizational and individual 
performance against our Organizational Strategy. 

 
46).Does CAO have an independent long-term strategic plan which includes vision and 
goals from which Tier 1’s nearer-term balanced objectives were translated? 

Answer: The CAO has a well-defined Strategic Vision.  The Scorecard at Tier 1 
represents our Organizational Strategy. 

47).Is the “strategy” within CAO being essentially driven top-down from Tier 1 or bottom-
up from Tiers 3; that is, is the BSC being used primarily to develop internal organizational 
strategies or to enable and execute business goals? 

Answer: The strategy within the CAO is top-down and intended to enable and execute 
business goals. 

 

48).What process did CAO go through to:  a) determine Tier 1 objectives and measures 
and; b) to cascade Tier 1 down to each lower level?  Also, were outside facilitators/advisors 
engaged to assist CAO in this process? 
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Answer:  
a) The CAO developed its Tier 1 through a working-group approach.  The Tier 1 

working groups (Theme Teams) divided work along three themes: Customer-
focused, operational excellence; compelling place to work; and support 
anywhere, anytime service.  These Theme Teams developed objectives 
independently and then the three teams came together to integrate their work 
into our Tier 1 scorecard, and organized according to 4 Scorecard Dimensions 
(modified from Kaplan/Norton’s four balanced perspectives.)  After the Tier 1 
objectives were developed, corresponding measures were attached to the 
objectives. 

b) The cascading process mirrored the Tier 1 approach.  Working groups were 
formed (with appropriate level staff), and the working groups took the prior 
Tier objectives and essentially answered the question: what can we do to 
contribute to this objective at my level (for the Tier 2 working group, my level 
was the Business Unit level; for the Tier 3 working group, my level was the 
service level.)   

c) The contractor worked with internal staff to facilitate the cascading efforts. 
 

 

49).We assume there were formal written implementation guidance / policies on the overall 
BSC process.  If so, were these made available to and followed by the workforce who 
developed the lower Tiers?  Will the documents be made available to a selected vendor for 
this proposal? 

Answer:  This assumption is incorrect. 

 

50).How were CAO employees directly involved in establishing objectives and measures at 
each of their respective Tier level, i.e., as new initiatives or to link and support Tier 1?  In 
part, this question is to understand how CAO has ended up with some 800 unmanageable 
objectives. 

Answer:  
a) The CAO developed its Tier 1 through a working-group approach.  The Tier 1 

working groups (Theme Teams) divided work along three themes: Customer-
focused, operational excellence; compelling place to work; and support 
anywhere, anytime service.  These Theme Teams developed objectives 
independently and then the three teams came together to integrate their work 
into our Tier 1 scorecard, and organized according to 4 Scorecard Dimensions 
(modified from Kaplan/Norton’s four balanced perspectives.)  After the Tier 1 
objectives were developed, corresponding measures were attached to the 
objectives. 

b) The cascading process mirrored the Tier 1 approach.  Working groups (5 at the 
Tier 2 level; and 5 or more at the Tier 3 level) were formed (with appropriate 
level staff), and the working groups took the prior Tier objectives and 
essentially answered the question: ‘what can we do to contribute to this 
objective at my level’ (for the Tier 2 working group, my level was the Business 
Unit level; for the Tier 3 working group, my level was the service level.)   
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c) The contractor worked with internal staff to facilitate the cascading efforts. 
d) Each cascading effort was performed in isolation from other cascading efforts 

which contributed to the ballooning of the number of objectives by Tier 3. 
 

51).What type of training has already been conducted on the overall BSC process by those 
responsible at each Tier level during cascading? 

Answer: Several types of training have been conducted regarding the BSC.  Senior 
Leadership was trained on the conceptual BSC framework – model.  All development 
team members were trained on the expectations regarding developing their Tiers of the 
scorecard.  All staff have been introduced to the BSC through multiple formal and 
informal training sessions. 

 

52).The RFP refers to “the next phase of BSC implementation.”  Is there currently an 
incumbent vendor working on BSC design and implementation issues for CAO? 

Answer: No 
 

53).Was the intent of Tier 2 at the business unit level to clarify that part of established 
strategy at Tier 1 that applies to the business unit and how it supports Tier 1 or was it 
intended to add new or additional objectives and strategies at the Tier 2 level?  For 
example, is there currently a process for establishing linkage in terms of cause and effect at 
Tiers 2 and below back to Tier 1? 

Answer: Refer to Amendment 1 to the RFP 
 

54).How were “measures” at Tier 3 and 4 established? 

Answer: Tiers 1 thru 3 - the development teams proposed measures for each objective 
they developed.  Tier 4 – individual measures were established by individual staff and 
supervisor. 

 

55).What is the nature of initiatives taken so far to directly link the BSC to the budget 
process? 

Answer: This question is not germane to the Statement of Objectives 
 

56).How are performance results currently being assessed using the Tier system? 

Answer: This question is not germane to the Statement of Objectives 

 

57).How does feedback within the current BSC system presently work? 

Answer:  Both upwards and downwards 

58).There would appear to be some indeterminate time lapse between activities needed in 
certain deliverables. For example, different communication support will be needed at 
different times during changes in alignment and during implementation. This work is not 
linear. Also, certain revisions/changes are likely to require reviews, buy-in, and approvals 
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the tome for which a vendor cannot control. Thus can this proposal’s time-line be divided 
into distinct time lapses and possibly phases with gaps in between them?  

Answer:  That is for the vendor to propose.  However, the CAO BSC PM will be 
available to assist with stakeholder management and coordination of approval process. 

 

59).With reference to Para 5, Role of the Contractor,  what is the organizational level of the 
Project Manager and will there be a CAO BSC working team involved with a selected 
vendor? 

Answer: We will pull together a virtual team to support the project as necessary. 
 

60).The RFP indicates that the BSC “is not fully achieving its intended purpose.”  How is it 
“not fully achieving?”  For example, is the design faulty or has the implementation 
inconsistent, or both?  Will you please elaborate because this understanding directly affects 
the level of effort in a proposal? 

Answer:  Refer to Amendment 1 to the RFP 
 
61).In section 4 of the Statement of Objectives "Project Scope", point 2.d. talks about 

eliminating non-value add objectives. Can you offer insight or criteria on how you 
would like non-value add to be determined? From information provided in M001. it 
appears that the focus at Tiers 2 and 3 was on managing functions versus tracking 
back to Tier 1. regardless of original intent, is this assumption correct 
Answer:  Refer to Amendment 1 to the RFP 

 
62) How does the CAO currently use the existing Balanced Scorecard? 

Answer:  The CAO Balanced Scorecard is used to evaluate strategic proposals, is linked               
to PACE 

 
63) What are the most significant current challenges/obstacles facing the CAO as it 
seeks value from its existing Balanced Scorecard? 
Answer:  The RFP outlines the challenges facing the CAO in its efforts to seek value from 
the scorecard. 
 
64) What tool/technology is being used to develop the existing Balanced Scorecard? 
(e.g., software, hardware) 

 
Answer: The existing Balanced Scorecard is currently developed in Excel (in spreadsheet 
form – see attachment to RFP), in Word (for the visual representation of each Scorecard).  
Managerial Reporting (currently under development) is the data gathering, metrics 
reporting tool the CAO will use to track and assess Scorecard data.  
 
65).Does the CAO have staff (part or full-time) dedicated to the Balanced Scorecard 
Project? If so how many? 
 
Answer: We will pull together a virtual team to support the project as necessary. 
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66).Please provide a listing of the service teams and include the headcount for each 

Answer:  Please refer to answer given in question 8. 
 
67).Please describe the process by which the original BSC was developed. 
Answer:  Please refer to answer given in question 50. 
 
68) What was the original intent of the BSC. 
Answer:  Improve organizational performance. 
 
69).Is the contractor responsible to design and implement ant IT tools that may be 
required to compile and report the BSC measures? 
Answer:  That is up to the vendor to propose 
 
70).What is meant by Managerial Reporting? 
Answer:  Please refer to answer given in question 20. 
 
71).The Management Approach on page 24 sounds similar to Corporate Capabilities. Is 
management approach intended to address our experience in change management etc, with 
clients or the offeror’s internal approach to managing projects? 
Answer:  Both 
 
72).What are the complimentary organizational tools mentioned on in the Statement of 
Objectives and who are the owners?  
Answer:  They are listed in the Statement of Objectives (PACE, POS etc) 
 
73).How many people would need to be trained on the BSC and are they all in 
Washington?  
Answer:  Contractor required to propose, all are located on Capitol Hill. 

74).Did CAO have an outside vendor for Phase 1?  If yes, what is the name of the vendor 
who provided the first phase of the Balanced Scorecard program? 

Answer: This question is not germane to the Statement of Objectives 

75).Will the previous vendor be permitted to bid on this RFP? 

Answer: This question is not germane to the Statement of Objectives 

76). Does CAO have an end date in mind?  Are there internal and external processes which 
will dictate a schedule or require coordination of the project time line? 

Answer: Vendor is to identify that in proposal 

77). Can you describe the BSC methodology or approach used in Phase 1?  Was there a 
specific model?  

Answer: Please refer to answer given in question 50 
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78). To what degree was compensation incentive built into the current version of BSC?  Is 
there latitude to build in a close connection with evaluation and compensation? 

Answer: This question is not germane to the Statement of Objectives 

79). To what extent has the current model of BSC been implemented within CAO?  Has 
any unit been successful in implementing this model fully? 

Answer: Please refer to answer given in question 62 

80). What is the size of CAO?  How many staff, how many levels 

Answer:  Please refer to answer given in question 23. 
 

81). Is there an incumbent contractor supporting the Balanced Scorecard work, and if so 
who is the incumbent? 
 

Answer: This question is not germane to the Statement of Objectives 
 
82).Is the CAO Balanced Scorecard automated? 
 

Answer: No 
 
83).What Balanced Scorecard software does CAO use? 

Answer: None 
 
84).Is technical support of the Balanced Scorecard part of the RFQ? 

Answer: This is for the vendor to propose 
 
85).How many scorecards are in place at the four different Tiers? 

Answer: One 
  

86).How are the Tiers broken down by the CAO organization? 
Answer: Please refer to amendment 1 

 
87).What kind of Database supports the CAO BSC and the linkages for PACE/ACE, 
POS, Satisfaction Survey to the BSC?   

Answer: This is for the vendor to propose 
 
88).Is technical support of the PACE/ACE, POS, and Satisfaction Survey linkages part of 
the RFQ? 

Answer: This is for the vendor to propose  
 
89).How many Leaders, Line Managers, and Other Org Stakeholders will be trained? 

Answer: This is for the contractor to propose 
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90). Is training package development part of the RFQ or is the training package in place? 
Answer: This is for the contractor to propose 

 
91). Will training be conducted on a year-round basis? 

Answer:  This is for the contractor to propose 
 
92). What is the Period of Performance of the potential contract? 
Answer: This is for the contractor to propose 
 
93). What is the Place of Performance of the potential contract? 

Answer:  Washington DC 
 

 94).What is the page limitation for the technical proposal submission? 
Answer:  None 
 
95).What are the weighting factors for the evaluation criteria? 
Answer: Refer to Section M of RFP 
 




